Investigating the referral of patients with non-urgent conditions to a regional Australian emergency department: a study protocol by Unwin, M et al.
STUDY PROTOCOL Open Access
Investigating the referral of patients with
non-urgent conditions to a regional
Australian emergency department: a study
protocol
Maria Unwin1,2* , Elaine Crisp3, Scott Rigby2 and Leigh Kinsman1,4
Abstract
Background: Australia’s only island state, Tasmania, experiences one of the nation’s highest incidences of non-urgent
emergency department (ED) presentations in a healthcare system regularly faced with service demands that exceed
resource availability. Service-demand mismatches are acknowledged to contribute to ED crowding which in turn, has
been documented to have a correlation with poorer patient outcomes. Crowding within EDs is complex, non-urgent
presentations alone are not the primary cause, but have been reported to be a contributing factor. In 2015–16 Tasmania
recorded over 153,000 ED attendances, 55% of these fell into the two least urgent triage categories. Recent research in
the State’s North established that 29% of non-urgent presentations were referred, formally or informally, from primary
healthcare providers and that, for many patients (39%), the ED was not their first choice of service provider. This study
aims to identify the service needs of patients referred to a regional Australian ED and subsequently triaged as non-urgent.
Method: In order to achieve this aim, three objectives have been identified. The first two objectives use an explanatory
sequential mixed-method approach while the third objective will incorporate an implementation science approach.
These three objectives are: first, a retrospective analysis of seven years of routinely collected hospital data to identify
trends in referral of patients with non-urgent conditions; second, focus group interviews with patients and
primary care providers to further understand perceived need and service requirements of those referred to the
ED, and third, translation of findings into local health service recommendations.
Discussion: Identification of the needs of patients referred to the ED with non-urgent conditions will inform
future service planning aiming to facilitate access to the right service at the right time and in the right place.
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Background
Worldwide interest in the demand for emergency depart-
ment (ED) services is evidenced by a growing body of
work demonstrating links between ED crowding and
patient outcomes. Crowding occurs when the demand for
services exceeds resource and space availability, and has
been linked to negative consequences for both patients
and the healthcare system. In 2000, Derlet and Richards
[1] identified a number of concerns held by ED physicians
across the United States which included: increased risk to
public safety; increased time to analgesia; extended waiting
time; patient dissatisfaction; decreased physician satisfac-
tion; increased violence; miscommunication; and negative
impact on teaching. Since then, these themes have
remained constant; with increased hospital length of stay,
morbidity and mortality also shown to be associated with
ED crowding [2–8]. A Canadian team in 2014 [3] con-
ducted a retrospective analysis of over 600,000 ED presen-
tations to 42 hospitals, and they reported significant risks
to patient safety occurring during periods of crowding. To
date, there is considerable evidence indicating links
between ED crowding and poorer outcomes for patients,
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but there appears to be less knowledge around the causes
driving patients to attend EDs. These drivers have been
referred to as ED input factors [9]. Recent studies have
demonstrated a link between ED crowding and the pres-
ence of patients with non-urgent conditions in the ED and
limited access to primary care services [10–14].
In 2017, Crawford and colleagues [15] published a sys-
tematic review and discussed the increase in non-urgent
presentations (input factor) and the growing demand
placed on EDs, worldwide, by potentially avoidable
presentations. Much debate exists over whether these
presentations add a significant burden to the workload
and resource demands of crowded EDs, with some
arguing they do not add a significant burden [16–18]. In
Australia, attendances by patients triaged into the two
least urgent categories have continued to exceed 50%
nationwide [19–22], it is timely to consider the health-
care needs of this patient group and whether alternative
models might lead to improved access to timely care
and ultimately, to better patient outcomes. Research
conducted in Switzerland and Australia [23–25] have
reported a younger demographic amongst patients with
non-urgent conditions with the most common presenting
complaint among these patients being musculoskeletal.
Furthermore, two studies [13, 26] report considerable
discrepancies between patients’ reasons for attending ver-
sus clinicians’ perception of the reasons for ED usage by
patients presenting with non-urgent conditions. Durand
and colleagues [13] concluded that thorough investigation
of the healthcare demand is required before strategies are
planned and implemented.
Compounding the issue is the lack of a universal
definition of ‘non-urgent ED presentations’; within the
Australian context these are most frequently referred to
as those presentations allocated the least urgent triage
categories of 4 or 5 [24, 26–28] on arrival. Furthermore,
a literature review by Forero and colleagues [29] review-
ing the ATS discussed the complexities of classifying
patients triaged as ATS 4 and 5 as ‘primary-care suitable’,
‘general-practitioner type’ or ‘inappropriate’; however, for
the purposes of this study, the research team include all
patients triaged as ATS 4 or 5. The authors acknowledge
that this patient group, considered to have non-urgent
conditions, will include patients presenting with both
low-urgency needs who are unsuitable for primary care
and those who are potentially suitable for primary care.
Recent Tasmanian research has demonstrated that if pri-
mary care services were available at the time of need in
regional Northern Tasmania this could result in up
to 8000 less ED presentations annually [24].
An Italian research team conducted a retrospective
cohort study and identified excessive referrals of patients
with non-urgent conditions as a contributor to ED
crowding [12]. These authors identified that few studies
have considered referrals to ED and how such referrals
may contribute to crowding. The question of where to
best manage the needs of this patient group has not
been clearly answered. This is a concern for healthcare
providers who face growing demands for services, and
for patients who may experience poorer health outcomes
in crowded EDs [2, 3, 8].
In Australia, between July 2011 and June 2016 the
percentage of ED patients triaged as ATS 4 and 5 has
continued to exceed 51% of total ED presentations.
From June 2015 to July 2016 these non-urgent presenta-
tions totalled over 3.8 million nationwide [22]. Tasmania
has one the highest incidences of non-urgent ED presen-
tations at 55.3%. In Australia, residents are free to
choose between their General Practitioner (GP) and ED
services for management of their acute, non-urgent con-
ditions. GP services provide a limited number of
same-day appointments, and once these are fully allo-
cated patients must consider alternatives, of which ED is
perceived as a convenient option [24]. Additionally,
there are a small number of privately run GP services
that provide after-hours services. Research from the UK
demonstrated that commencement of a co-located
after-hours clinic reduced ED presentations [10], yet a
systematic review by Crawford and colleagues concluded
that evidence on the effect of GP walk-in centres was in-
frequent and further research is required to determine
the proficiency of services as alternatives to EDs [15].
This project has arisen out of research conducted in
2015 at a regional Tasmanian ED in which the
researchers [24] identified that 39% of patients with
non-urgent conditions had attempted to access alterna-
tive healthcare services before arriving at the ED. This
surveyed patient group also indicated that 31% would
have preferred to be managed by their GP. These findings
demonstrated that the ED is not necessarily the first point
of contact, nor in fact, the first preference of this patient
group. Furthermore, 29% of patients with non-urgent
conditions were referred to the ED by a healthcare pro-
vider. The term ‘referral’ used in this instance, includes
both formal and informal referrals. The findings of this
project will provide greater understanding of local issues
and service needs.
Variation in health-seeking behaviour across Tasmanian
regions was identified by Morley and colleagues who were
able to demonstrate that despite its small geographical
and population size, each of Tasmania’s three regions
(South, North and Northwest) contribute a unique profile
to the State’s ED attendances [30]. They concluded that
future research needs to consider factors driving the
various trends and implement services specific to regional
demands. This project will provide a local, contextually
relevant picture of the issues driving the demand for
non-urgent ED presentations in Northern Tasmania.
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This study will aim to identify the service requirements
of patients with non-urgent conditions referred, formally
or informally, to a regional Australian ED. The objectives
to address this aim are: first, to identify trends in primary
care referral of non-urgent patients to a regional Tasman-
ian ED over the previous 7 years; second, to identify the
perceived need and service requirements of patients re-
ferred from primary care to ED; and third, to translate
findings into local health service recommendations.
Methods
Overall design
In order to achieve the aim of identifying service require-
ments of patients who have been referred, formally or in-
formally, with non-urgent conditions to a regional
Tasmanian ED, this project will implement an explanatory
sequential mixed-method approach. The primary object-
ive will be to identify trends in the referral of patients with
non-urgent conditions to the ED. The second objective
will be to identify the perceived need and service require-
ments of patients referred to the ED with non-urgent con-
ditions, while the third objective will facilitate translation
of these findings into health service recommendations.
Figure 1 (below) provides a summary of the research plan
and is based on Creswell’s design for sequential explana-
tory mixed methods [31] with the addition of a third ob-
jective to disseminate and translate research findings.
Objective 1: Identification of trends in the referral of
patients with non-urgent conditions
The focus of the first objective will be to identify trends
in the referral of patients with non-urgent conditions,
including changes over time, in order to establish a pro-
file of who, when and why patients have accessed ED
services with non-urgent conditions. This will involve
the analysis of routinely collected ED attendance records
for patients presenting and triaged as ATS 4 or 5 during
a seven-year period, from July 2009 to June 2016 at a
regional Tasmanian hospital. This data is routinely
collected by the Tasmanian Health Service (THS) and
stored on a data platform by the Department of Health
and Human Service, Tasmania.
The study population for this objective will include all
ATS 4 and 5 patients presenting to the ED from July
2009 to June 2016. Data collected will include: date, day
of week and time of presentation; age and gender; mode
of arrival; triage category on arrival; residential suburb;
time to first seen by ED physician or nurse practitioner;
total ED length of stay; referral sources into ED and on
discharge, and discharge diagnosis and destination. Pre-
sentations will be excluded if: their usual place of
residence is outside of THS-North’s catchment area.
Once obtained, the data will be entered into a statistical
software package (SPSS, V22) [32] and analysed for
themes, trends and relationships. An interrupted time
series (ITS) analysis will be undertaken to determine
whether factors such as the number of available general
practitioners within the local area or the opening of an
additional after hours, walk-in service has affected the
number of patients referred with non-urgent conditions
or has influenced the overall number of ED presentations.
ITS allows researchers to control for trends when compar-
ing data pre and post an intervention and is known to
provide robust quasi-experimental research design [33].
Objective 2: Identification of perceived needs and service
requirements of patients referred to the ED with non-
urgent conditions
The second stage of this project will involve focus groups
with patients referred to the ED and with primary care
providers who have referred patients to the ED. Themes,
trends and relationships identified during the first object-
ive will be summarised and presented to participants to fa-
cilitate further exploration of the local context and to
Fig. 1 Project flow-diagram for ‘Primary care to emergency department (ED): right service, right time, right place’
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understand the phenomenon of patients with non-urgent
conditions being referred to the ED. All participants will
be asked to provide signed consent prior to participating
in focus groups.
Focus groups are advantageous in healthcare research,
allowing researchers to include representation from vari-
ous community groups and enabling researchers to in-
vestigate participants’ knowledge and experience of
situations while engaging in conversations that facilitate
exploration of an issue [34]. Based on the nature of this
study, the research team plan to conduct homogenous
focus groups with a total of eight to 12 patient partici-
pants, with a subsequent homogenous GP focus group.
The first group will be conducted with participants who
have been referred to the ED with non-urgent conditions
whilst the second will be with GPs and primary care
providers who have referred patients with non-urgent
conditions to the ED. Gerrish and Lacey [35] discuss
homogenous versus heterogeneous groups and state that
homogenous groups can assist facilitation of free discus-
sion; they go on to recommend a group size of five to 12
to facilitate engaged group dialog.
Patient participants will be given an opportunity to
discuss their decision-making process and episode of
care from the community to the ED. Eligible patients
will be provided with brochures by ED clinical staff and
will have the opportunity to opt into focus group partici-
pation. The intent will be to recruit a stratified represen-
tative sample. Based on the profile of non-urgent
attendees from our research [24] conducted in 2015, the
proposed patient focus group will aim to consist of: two
parent participants (whose young children attended the
ED as patients); two participants under 25 years of age;
three participants between 25 to 64 years of age, and
one participant over 65 years of age. Consideration will
also be given to focus group participants’ presenting
condition (in-line with the profile of non-urgent at-
tendees from previous research) aiming to include a
combination of presentations, such as musculoskeletal,
general conditions such as headache, cold and flu-like
symptoms, and gastrointestinal symptoms [24].
A purposive sample of GPs referring patients to the
ED will be invited to attend the second clinician focus
group. This group will consist of six to eight clinicians
from a range of medical practices within the greater re-
gional area.
The focus group agenda, informed by the quantitative
data, will be presented by two researchers as the initial
discussion point. Participants in the patient group will
be asked to discuss their own experience of accessing
ED with a non-urgent condition and to reflect on the
earlier findings. Subsequent to this, the second focus
group, comprised of GPs and primary care clinicians will
be presented with the analysed quantitative trends and
with themes identified during the analysis of the patient
focus group. Discussion will seek to understand GP
experiences in referring patients with non-urgent condi-
tions to the ED and the health requirements of this
group.
Both focus groups will be audio recorded and tran-
scribed. These transcriptions will then be analysed using
an inductive approach in order to identify emerging
themes.
Objective 3: Translation of research knowledge into
health service recommendations
The third objective for this project will aim to translate
knowledge gained from the previous quantitative and
qualitative stages. This will be done through presenta-
tion of the findings at a local forum involving primary
and acute care clinicians, academics, patient representa-
tives and policy makers. The goal will be to share the
knowledge obtained during the first two objectives and
to engage key stakeholders in the process of translating
this into health service recommendations, policy and
planning. The notion of knowledge translation has arisen
out of concern for the time taken for research to influ-
ence healthcare. It is hoped that through engagement
with local ED clinicians (nursing and medical), general
practitioners, practice nurses, hospital administrators,
patient representatives, academics, hospital administra-
tors, policy makers and government officials, the process
of research translation will facilitate clear identification
of service needs and future planning of a suitable, sus-
tainable needs-based and patient-focused health service
model. The purpose of this stage will be to discuss pro-
ject findings and identify a service model designed to ap-
propriately meet community needs and to facilitate
timely access to services; the right service, at the right
time and in the right place.
Discussion
The findings of this project will add to a body of re-
search being conducted in Tasmania to address the
issue of ED crowding. Previous research has demon-
strated that a significant proportion [24] of pa-
tients with non-urgent conditions had attempted to
access alternative services before arriving at the ED,
with many stating they would prefer to be managed
by their GP, and over a quarter of this patient group
being referred (formally or informally) by their GP,
therefore indicating the ED is not the preferred op-
tion for many patients. In this regional Australian
city, if the 31% of non-urgent ED presentations could
have been assessed and managed at an alternative ser-
vice, up to 8000 presentations per year could
have been directed away from the ED.
Unwin et al. BMC Health Services Research  (2018) 18:647 Page 4 of 6
The research team anticipate the findings from this
project will clearly identify local issues faced by patients
who have attempted to seek medical attention from their
GP, yet, are directed to the ED where they are triaged as
non-urgent. These findings will be relevant within the
local context and will be used to inform future service
models aimed to provide the right service at the right
time in the right place, thus improving equitable access
to healthcare.
Abbreviations
ATS: Australasian triage scale; ED: Emergency department; GP: General
practitioner; ITS: Interrupted time series; THS: Tasmanian Health Service
Acknowledgements
The research team would like to thank the Tasmanian Health Service (THS)
for their support of this project. Thank-you also to the Clifford Craig Founda-
tion for their overall encouragement, support and funding provided for this
project.
Funding
This project has been funded by the Clifford Craig Foundation (CCF; Project
no. 157) in October 2016. The CCF is a philanthropic medical research trust.
Authors’ contributions
MU, LK, SR and EC developed the research proposal. All authors have
contributed to this paper through review and revision. All authors read and
approved the final version. MU coordinated the submission process.
Ethics approval and consent to participate
Ethics approval for this project was provided by the Tasmanian Human
Research and Ethics Committee, Low Risk. Ethics no: H0016504. Focus group





The authors declare that they have no competing interests.
Publisher’s Note
Springer Nature remains neutral with regard to jurisdictional claims in
published maps and institutional affiliations.
Author details
1College of Health and Medicine, University of Tasmania c/- Level 2,
Northern Integrated Care Services, 41 Frankland St, Launceston, TAS 7250,
Australia. 2Emergency Department, Launceston General Hospital, Tasmanian
Health Service, 274–280 Charles St, Launceston, Tasmania, Australia. 3College
of Health and Medicine, University of Tasmania, 1 Newham Close, Newnham,
Tasmania 7248, Australia. 4Tasmanian Health Service c/-Level 2, Northern
Integrated Care Services, 41 Frankland St, Launceston, Tasmania 7250,
Australia.
Received: 7 December 2017 Accepted: 23 July 2018
References
1. Derlet RW, Richards JR. Overcrowding in the Nation’s emergency
departments: complex causes and disturbing effects. Ann Emerg Med.
2000;35(1):63–8.
2. Derose SF, Gabayan GZ, Chiu VY, Yiu SC, Sun BC. Emergency department
crowding predicts admission length-of-stay but not mortality in a large
health system. Med Care. 2014;52(7):602–11.
3. McCusker J, Vadeboncoeur A, Levesque JF, Ciampi A, Belzile E. Increases in
emergency department occupancy are associated with adverse 30-day
outcomes. Acad Emerg Med. 2014;21(10):1092–100.
4. Sikka R, Mehta S, Kaucky C, Kulstad EB. ED crowding is associated with an
increased time to pneumonia treatment. Am J Emerg Med. 2010;28(7):809–12.
5. Ackroyd-Stolarz S, Read Guernsey J, Mackinnon NJ, Kovacs G. The
association between a prolonged stay in the emergency department and
adverse events in older patients admitted to hospital: a retrospective cohort
study. BMJ Qual Saf. 2011;20(7):564–9.
6. Felton BM, Reisdorff EJ, Krone CN, Laskaris GA. Emergency department
overcrowding and inpatient boarding: a statewide glimpse in time. Acad
Emerg Med. 2011;18(12):1386–91.
7. Sprivulis PC, Da Silva J, Jacobs IG, Frazer AR, Jelinek GA. The association
between hospital overcrowding and mortality among patients admitted via
western Australian emergency departments. MJA. 2006;184(5):208–12.
8. Guttmann A, Schull MJ, Vermeulen MJ, Stukel TA. Association between
waiting times and short term mortality and hospital admission after
departure from emergency department: population based cohort study
from Ontario, Canada. BMJ. 2011;342:d2983.
9. Asplin BR, Magid DJ, Rhodes KV, Solberg LI, Lurie N, Camargo CA. A
conceptual model of emergency department crowding. Ann Emerg Med.
2003;42(2):173–80.
10. Cowling TE, Cecil EV, Soljak MA, Lee JT, Millett C, Majeed A, et al. Access to
primary care and visits to emergency departments in England: a cross-
sectional, population-based study. PLoS One. 2013;8(6):e66699.
11. Moineddin R, Meaney C, Agha M, Zagorski B, Glazier RH. Modeling factors
influencing the demand for emergency department services in Ontario: a
comparison of methods. BMC Emerg Med. 2011;11:13.
12. Buja A, Fusco M, Furlan P, Bertoncello C, Baldovin T, Casale P, et al. Characteristics,
processes, management and outcome of accesses to accident and emergency
departments by citizenship. Int J Public Health. 2014;59(1):167–74.
13. Durand A-C, Palazzolo S, Tanti-Hardouin N, Gerbeaux P, Sambuc R,
Gentile S. Nonurgent patients in emergency departments: rational or
irresponsible consumers? Perceptions of professionals and patients. BMC
Res Notes. 2012;5(1):525.
14. Uscher-Pines L, Pines J, Kellermann A, Gillen E, Mehrotra A. Deciding to visit
the emergency department for non-urgent conditions: a systematic review
of the literature. Am J Manag Care. 2013;19(1):47.
15. Crawford J, Cooper S, Cant R, DeSouza R. The impact of walk-in centres and
GP co-operatives on emergency department presentations: a systematic
review of the literature. Int Emerg Nurs. 2017;34:36–42.
16. Richardson DB, Mountain D. Myths versus facts in emergency department
overcrowding and hospital access block. MJA. 2009;190(7):369–74.
17. Nagree Y, Mountain D, Cameron P, Fatovich D, McCarthy S. Determining
the true burden of general practice patients in the emergency department:
the need for robust methodology. Emerg Med Australas. 2011;23(2):116–9.
18. Sprivulis P. Estimation of the general practice workload of a metropolitan
teaching hospital emergency department. Emerg Med. 2003;15(1):32–7.
19. AIHW. Australian hospital statistics 2012–13: emergency department care,
Health services series no. 52. Cat. no. HSE 142. Canberra: AIHW; 2013.
20. AIHW. In: Wellbeing AIoHa, editor. Australian hospital statistics 2013–14:
emergency department care, Health services series no. 58. Cat. No. HSE 153.
Canberra: AIHW; 2014.
21. AIHW. In: Welfare AIoHa, editor. Emergency department care 2014–15:
Australian hospital statistics. Health services series no. 65. Cat. No. HSE 168.
Canberra: AIHW; 2015.
22. AIHW. In: Welfare AIoHa, editor. Emergency department care 2015–16:
Australian hospital statistics. Health services series no. 72. Cat. No. HSE 182.
Canberra: AIHW; 2016.
23. Dinh MM, Russell SB, Bein KJ, Chalkley DR, Muscatello D, Paoloni R, et al.
Statewide retrospective study of low acuity emergency presentations in
New South Wales, Australia: who, what, where and why? BMJ Open. 2016;
6(5):e010964.
24. Unwin M, Kinsman L, Rigby S. Why are we waiting? Patients’ perspectives
for accessing emergency department services with non-urgent complaints.
Int Emerg Nurs. 2016;29:3–8.
25. Clement N, Businger A, Martinolli L, Zimmermann H, Exadaktylos AK. Referral
practice among Swiss and non-Swiss walk-in patients in an urban surgical
emergency department: are there lessons to be learnt? Swiss Med Wkly.
2010;140:w13089.
26. Masso M, Bezzina A, Siminski P, Middleton R, Eagar K. Why patients attend
emergency departments for conditions potentially appropriate for primary
care: reasons given by patients and clinicians differ. Emerg Med Australas.
2007;19(4):333–40.
Unwin et al. BMC Health Services Research  (2018) 18:647 Page 5 of 6
27. Alyasin A, Douglas C. Reasons for non-urgent presentations to the
emergency department in Saudi Arabia. Int Emerg Nurs. 2014;22(4):220–5.
28. Cooper C, Simpson JM, Hanson R. The district hospital emergency
department: why do parents present? Emerg Med (Fremantle, WA). 2003;
15(1):68–76.
29. Forero R, Nugus P. Australasian College for Emergency Medicine (ACEM)
literature review on the Australasian triage scale (ATS). Institute of Health
Innovation. 2012.
30. Morley C, Stankovich J, Peterson G, Kinsman L. Planning for the future:
emergency department presentation patterns in Tasmania, Australia. Int
Emerg Nurs. 2018;38:34–40.
31. Creswell J, Plano CV. Designing and conducting mixed methods research.
2nd ed. USA: Sage; 2011.
32. IBM. IBM SPSS Statistics for Windows, Version 22.0. 2013. .
33. Penfold RB, Zhang F. Use of interrupted time series analysis in evaluating
health care quality improvements. Acad Pediatr. 2013;13(6):S38–44.
34. Kitzinger J. Qualitative research. Introducing focus groups. BMJ. 1995;
311(7000):299.
35. Gerrish K, Lacey A. The research process in nursing. 6th ed. UK: John Wiley
& Sons; 2010.
Unwin et al. BMC Health Services Research  (2018) 18:647 Page 6 of 6
